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The Client

The Challenge

The WNS Solution

One o

The client had a dire business need to re-balance its energy 
final debt portfolio. On one hand, its debt recovery rate was 
4 percent, compared to 14 percent achieved by its 
competitors. On the other hand, the commissions charged 
by the client's debt collection agencies were as high as 50 
percent of the collected amount, which resulted in high 
operational costs. Consequently, profit margins were dented. 
The client intended to optimize its final debt collection 
processes to improve recovery of receivables. The client also 
wanted to formulate focused debt management strategies 
for different customer segments to manage customer write-
offs more effectively and decrease operational costs.

WNS concentrated on transforming the client's collections 
process 

cts of 
the WNS solution:

n A Propensity-to-Pay Predictive Data Model exclusively for 
residential customers. This model predicted the 
likelihood of customers being able to pay their dues after 
their accounts were finalized. The model assigned a 
propensity-to-pay score to every customer.

n Customer classification into high, medium and low 
propensity-to-pay segments based on their scores. 

n Focused delinquency management strategies for 
every segment.
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predictive analytics

n Customer segment prioritization. Customer segments 
were prioritized on the basis of the propensity-to-pay 
scores and the amount of outstanding debt.

n Rigorous cost-benefit analysis to streamline operational, 
financial and human resource activities. This exercise 
was instrumental in optimizing the debt 
management process.

n Engaging with customers. The customer service 
executives used customized call scripts and 
pre-determined verbiage to conduct settlement 
negotiations and provide debt management advice 
to customers.

n Performance monitoring of pilot strategies against critical 
tactical and quality indicators and also against the 
parameters set by the standard process.

By deploying predictive analytics, WNS was able to fulfill 
the client's business objectives and helped achieve the 
following outcomes:

n Debt collection increased by 50 percent within 3 months

n The modified process recorded an 8 percent rise in 
conversion rates compared to the standard process

n Operational expenses decreased by 20 percent

Benefits Delivered

About WNS
WNS (Holdings) Limited (NYSE: WNS), is a leading global business process management company. WNS offers business value 

to 200+ global clients by combining operational excellence with deep domain expertise in key industry verticals including 

Travel, Insurance, Banking and Financial Services, Manufacturing, Retail and Consumer Packaged Goods, Shipping and 

Logistics and Healthcare and Utilities. WNS delivers an entire spectrum of business process management services such as 

finance and accounting, customer care, technology solutions, research and analytics and industry specific back office and front 

office processes. WNS has its global delivery network spread across China, Costa Rica, India, Philippines, Poland, Romania, 

South Africa, Sri Lanka, United Kingdom and the United States.

Write to us at marketing@wns.com to know more
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